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WHAT IS CLAIMED IS : 

1. A method for providing data collection from a 
client at a data collection mechanism, the method 
comprising : 

5 collecting from a client a first portion of data 

using a first data collection mechanism using at least . a 
portion of a first script comprising one or more queries 
for information to the client ; 

associating the client with a second data collection 
10 mechanism based at least in part on an event associated 
with the client 1 s interaction with the first data 
collection mechanism; and 

after associating the client with the second data 
collection mechanism, collecting from the client a second 
15 portion of data using a second script, wherein the second 
script comprises at least one query for information not 
yet presented to the client by the first script. 

2. The method of Claim 1, wherein the first data 
20 collection mechanism comprises an interactive voice 

response system . 

3. The method of Claim 1, wherein the first data 
collection mechanism comprises an interactive web-based 

2 5 system. 

4. The method of Claim 1, wherein the first data 
collection mechanism comprises a live agent. 

3 0 5. The method of Claim 1, wherein the second data 

collection mechanism comprises a live agent. 
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6. The method of Claim 1, wherein the first script 
comprises an interactive voice response script capable of 
speech recognition . 

5 7. The method of Claim 1, wherein the first script 

comprises an HTML-based script. 

8. The method of Claim 1, wherein the first script 
comprises a plurality of queries. 

10 

9. The method of Claim 8, wherein the first 
portion of data comprises answers in response to the 
queries associated withT the first script. 

15 10. The method of Claim 9, wherein the first 

portion of data comprises queries and answers associated 
with the first script. 

11. The method of Claim 1, wherein the second 
2 0 script comprises an HTML-based script. 

12. The method of Claim 1, wherein the second 
script comprises a second plurality of queries that are 
substantially similar to a first plurality of queries 

25 associated with the first script. 
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13. The method of Claim 12, further comprising: 
marking the first script at a query where the client 

was associated with the second data collection mechanism; 

associating the first portion of data with the 
5 second data collection mechanism; 

populating at least a portion of the second script 
with at least some of the first portion of data, the 
first portion of data comprising one or more answers of 
the client associated with one or more queries presented 
10 by the first script. 

14. The method of Claim 1,- wherein the - second 
script is based at least in part on a portion of the 
first script used to collect the first portion of data. 

15 

15. The method of Claim 1, wherein the, second 
portion of data comprises one or more answers of the 
client in response to one or more queries of the second 
data collection mechanism. 

20 

16. The method of Claim 1, wherein the second 
script is generated by one of the data collection 
mechanisms . 

25 17. The method of Claim' 1, wherein the first 

portion of data and the second portion of data are stored 
in common memory accessible to the first data collection 
mechanism and the second data collection mechanism. 
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18. The method of Claim 1, further comprising 
associating the client and the second portion . of data 
back with the first data collection mechanism to collect 
a third portion of data using the first script. 

5 

19. The method of Claim 1, further comprising 
associating the first portion of data with the second 
data collection mechanism and populating at least a 
portion of the second script with the first portion of 

10 data. 



20. The method of Claim 1, further comprising: 
generating an assistance signal in response to the 

event associated with the client; 
15 marking the first script at a point where the 

assistance signal was generated; and > 

populating at least a portion of the first script 

with the second portion of data collected at the second 

data collection mechanism. 



20 
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21. A method for providing data collection from a 
client at a data collection mechanism, the method 
comprising : 

collecting from a client a first portion of data 
5 using an automated data collection mechanism using at 
least a portion of a first script comprising one or more 
queries for information to the client; 

associating the client with a live agent based at 
least in part on an event associated with the client's 
10 interaction with the automated data collection mechanism; 
and 

after associating the client with the live agent, 
collecting a second portion of data from the client using 
a second script, wherein the second script comprises at 
15 least one query for information not yet presented to the 
client by the first script. 

22. The method of Claim 21, wherein the first 
script comprises an interactive voice response script 

2 0 capable of speech recognition. 

23. The method of Claim 21, wherein the first 
script comprises an HTML-based script. 

25 24. The method of Claim 21, wherein the first 

script comprises a plurality of queries. 



30 



25. The method of Claim 24, wherein the first 
portion of data comprises answers in response to the 
queries associated with the first script. 
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26. The method of Claim 25, wherein the first 
portion of data comprises queries and answers associated 
with the first script . 

5 27. The method of Claim 21, wherein the second 

script comprises an HTML-based script. 

28. The method of Claim 21, wherein the second 
script comprises a second plurality of queries that are 

10 substantially similar to a first plurality of queries 
associated with the first script. 

29. The method of Claim 28, further comprising: 
marking the first script at a query where the client 

15 was associated with the second data collection mechanism; 

associating the first portion of data with the live 
agent ; 

populating at least a portion of the second script 
with at least some of the first portion of data, the 
2 0 first portion of data comprising one or more answers of 
the client associated with one or more queries presented 
by the first script. 

30. The method of Claim 21, wherein the second 
25 script is based at least in part on a portion of the 

first script used to collect the first portion of data. 

31. The method of Claim 21, wherein the second 
portion of data comprises one or more answers of the 

30 client in response to one or more queries of the live 
agent . 
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32. The method of Claim 21, wherein the second 
script is generated by the data collection mechanism. 

33. The method of Claim 21, wherein the first 
5 portion of data and the second portion of data are stored 

in common memory accessible to the data collection 
mechanism and the live agent. 

34. The method of Claim 21, further comprising 
10 associating the client and the second portion of data 

back with the data collection mechanism to collect a 
third portion of data using the first script. 

35. The method of Claim 21, further, comprising 
15 associating the first portion of data with the live agent 

and populating at least a portion of the second script 
with the first portion of data. 

36. The method of Claim 21, further comprising: 

2 0 generating an agent assistance signal in response to 

the event associated with the client; 

marking the first script with at a point where the 
live agent assistance signal was generated; and 

populating at least a portion of the first script 
25 with the second portion of data collected at the second 
data collection mechanism. 
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37. A method for providing data collection from a 
client at a data collection mechanism, the method 
comprising : 

collecting from a client a first portion of data 
5 using a first data collection mechanism using at least a 
portion of a first script comprising one or more queries 
for information to the x client; 

associating the client with a second data collection 
mechanism based at least in part on an event associated 
10 with the client's interaction with the first data 
collection mechanism; and 

after associating the client with the second data 
collection mechanism, collecting from the client a second 
portion of data using a second script, wherein the first 
15 portion of data and the second portion of data are stored 
in a common memory accessible to the first and second 
data collection mechanisms. 

38. The method of Claim 37, wherein the first data 
20 collection mechanism is a mechanism selected from the 

group consisting of an interactive voice response system, 
an interactive web-based system, and a live agent system. 

39. The method of Claim 37, wherein the second data 
25 collection mechanism comprises a live agent. 

40. The method of Claim 37 , wherein the second data 
collection mechanism comprises an interactive voice 
response system. 

30 

41. The method of Claim 37, wherein the first 
script comprises an interactive voice response script 
capable of speech recognition . 
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42. The method of Claim 37, wherein the first 
script comprises an HTML-based script. 

43. The method of Claim 37, wherein the first 
script comprises, a series of queries. 

44. The method of Claim 43, wherein the first 
portion of data comprises answers in response to the 
queries associated with the first script. 

45. The method of Claim 44, wherein the first 
portion of data comprises queries and answers associated 
with the first script. 

46. The method of Claim 37, wherein the second 
script comprises an HTML-based script. 

47. The method of Claim 37, wherein the second 
script comprises a second plurality of queries that are 
substantially similar to a first plurality of queries 
associated with the first script. 
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48. The method of Claim 47, further comprising: 
marking the first script at a query where the client 

was associated with the second data collection mechanism; 

associating the first portion of data with the 
5 second data collection mechanism; 

populating at least a portion of the second script 
with at least some of the first portion of data, the 
first portion of data comprising one or more answers of 
the client associated with one or more queries presented 
10 by the first script. 

49. The method of Claim 37, wherein the second 
script is based at least in part on a portion of the 
first script used to collect the first portion of data. 

15 

50. The method of Claim 37, wherein the second 
portion of data comprises one or more answers of the 
client in response to one or more queries of the second 
data collection mechanism. 

20 

51. The method of Claim 37, wherein the second 
script is generated by one of the data collection 
mechanisms. 

25 52. The method of Claim 37, wherein the second 

script is based at least in part on a portion of the 
first script used to collect the first portion of data 
and comprises at least one query for information not yet 
presented to the client by the first script. 

30 
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53. The method of Claim 37, further comprising 
associating the client and the second portion of data 
back with the first data collection mechanism to collect 
a third portion of data using the first script. 

54. The method of Claim 37, further comprising 
associating the first portion of data with the second 
data collection mechanism and populating at least a 
portion of the second script with the first portion of 
data. 

55. The method of Claim 37, further comprising: 
generating an assistance signal in response to the 

event associated with the client; 

marking the first script at a point where the 
assistance signal was generated; and 

populating at least a portion of the first script 
with the ' second portion of data collected at the second 
data collection mechanism. 
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56. A method for providing data collection from a 
client at a data collection mechanism, the method 
comprising : 

collecting from a client a first portion of data 
5 using an automated data collection mechanism using at 
least a portion of a first script comprising one or more 
queries for information to the client; 

associating the client with a live agent based at 
least in part on an event associated with the client's 
10 interaction with the automated data collection mechanism; 
and 

after associating the client with the live agent, 
collecting from the client a second portion of data using 
a second script, wherein the first portion of data and 
15 the second portion of data are stored in a common memory 
accessible to the first and second data collection 
mechanisms . 

57. The method of Claim 56, wherein the first 
20 script comprises a plurality of queries. 

58. The method of Claim 57, wherein the first 
portion of data comprises answers in response to the 
queries associated with the first script. 

25 

59. The method of Claim 58, wherein the first 
portion of data comprises queries and answers associated 
with the first script . 
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60. The method of Claim 56, wherein the second 
script comprises a second plurality of queries that are 
substantially similar to a first plurality of queries 
associated with the first script. 

5 

61. The method of Claim 60, further comprising: 
marking the first script at a query where the client 

was associated with the second data collection mechanism; 

associating the first portion of data with the live 
10 agent; 

populating at least a portion of the second script 
with at least some of the first portion of data, the 
first portion of data comprising one or more answers of 
the client associated with one or more queries presented 
15 by the first script. 

62. The method of Claim 56, wherein the second 
portion of data comprises one or more answers of the 
client in response to one or more queries of the live 

2 0 agent . 

63. The method of Claim 56, wherein the second 
script is based at least in part on a portion of the 
first script used to collect the first portion of data 

2 5 and comprises at least one query for information not yet 
presented to the client by the first script. 

64. The method of Claim 56, further comprising 
associating the client and the second portion of data 

30 back with the data collection mechanism to collect a 
third portion of data using the first script. 
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65. The method of Claim 56, further comprising 
associating the first portion of data with the live agent 
and populating at least a portion of the second script 
with the first portion of data. 
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66. A method for providing data collection from a 
client at a data collection mechanism, the method 
comprising: . 

collecting from a client a first portion of data 
5 using a first data collection mechanism using at least a 
. portion of a first script comprising one or more queries 
for information to the client; 

associating the client with a second data collection 
mechanism based at least in part on an event associated 
10 with the client's interaction with the first data 
collection mechanism; 

after associating the client with the second data 
collection mechanism, collecting from the client a second 
portion of data, the second portion of data comprising a 
15 plurality of answers of the client in response to one or 
more queries of the second data collection mechanism; and 
associating the client and at least some of the 
second portion of data with the first data collection 
mechanism to facilitate collection of a third portion of 
20 data using the first script. 

67. The method of Claim 66, wherein the second data 
collection mechanism comprises a live agent. 

25 68. The method of Claim 66, wherein the first 

script comprises an interactive voice response script 
capable of speech recognition. 

69. The method of Claim 66, wherein the first 
30 script comprises an HTML-based script. 

70. The method of Claim 66, wherein the first 
script comprises a plurality of queries. 
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71. The method of Claim 70, wherein the first 
portion of data comprises answers in response to the 
queries associated with the first script. 

5 

72. The method of Claim 71, wherein the first 
portion of data comprises queries and answers associated 
with the first script. 

10 73. The method of Claim 66, wherein the second 

portion of data is collected using a second script. 

74. The method of Claim 73, wherein the second 
script comprises at least one query for information not 

15 yet presented to the client by the first script. 

75. The method of Claim 73, wherein the second 
script is substantially similar to the first script. 

20 76. The method of Claim 73, wherein the second 

script comprises an HTML-based script. 

77. The method of Claim 73, wherein the second 
script comprises a second plurality of queries that are 
25 substantially similar to a first plurality of queries 
associated with the first script . 
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78. The method of Claim 77, further comprising: 
marking the first script at a query where the client 

was associated with the second data collection mechanism; 

associating the first portion of data with the 
5 second data collection mechanism; 

populating at least a portion of the second script 
with at least some of the first portion of data, the 
first portion of data' comprising one or more answers of 
the client associated with one or more queries presented 
10 by the first script. 

79. The. method of Claim 73, wherein the second 
portion of data comprises answers of the client in 
response to queries of the second data collection 

15 mechanism. 

80. • The method of Claim 66, wherein the first 
portion of data and the second portion of data are stored 
in a common memory accessible to the first and second 

20 data collection mechanisms. 

81. The method of Claim 66, further comprising: 
generating an assistance signal in response to the 

event associated with the client ; 
25 marking the first script at a point where the 

assistance signal was generated; and 

populating at least a portion of the first script 
with the second portion of data collected at the second 
data collection mechanism. 



30 



82. The method of Claim 81, wherein initiating the 
data exchange comprises generating a call from outside 
the data collection mechanism. 



ATTORNEY DOCKET NO. 
074535.0104 



50 



PATENT APPLICATION 



83. The method of Claim 81, wherein initiating the 
data exchange comprises generating a call from within the 
data collection mechanism. 
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84. A method for providing data collection from a 
client at a data collection mechanism, the method 
comprising : 

collecting from a first client a first portion of 
5 data using a first data collection mechanism using at 
least a portion of a first script comprising one or more 
queries for information to the first client; 

associating with a second client the first portion 
of data that was collected from the first client; and 
10 collecting from the second client a second portion 

of data using at least some of the first portion of data 
and a second script . comprising one or more queries for 
information to the second client. 

15 85. The method of Claim 84, wherein the first data 

collection mechanism is selected from the group 
consisting of an interactive voice response system, an 
interactive web-based system, and a live operator. 

20 i 86. The method of Claim 84, wherein the second 
portion of data is collected using a second data 
collection mechanism. 

87. The method of Claim 86, wherein the second data 
25 collection mechanism is selected from the group 

consisting of an interactive voice response system, an 
interactive web-based system, and a live operator. 

88. The method of Claim 86, wherein the first 
30 portion of data and the second portion of data are stored 

in a common memory accessible to the first and second 
data collection mechanisms. 



V 
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89. The method of Claim 86, wherein the second data 
collection mechanism initiates the collection of the 
second portion of data from the second user. 

5 90. The method of Claim 86 , wherein the second 

portion of data comprises answers of the second client in 
response to queries of the second data collection 
mechanism. 

10 91. The method of Claim 84, wherein the first 

script is selected from the group consisting of an HTML- 
based script and an interactive voice response script. 

92. The method of Claim 84, wherein the second 
15 script is selected from the group consisting of an HTML- 
based script and an interactive voice response script. 

93. The method of Claim 84, wherein the first 
portion of data is associated with the second client 

2 0 through an electronic mail system. 

94. The method of Claim 84, wherein the first data 
collection mechanism initiates the collection of the 
first portion of data from the first user. 

25 

95. The method of Claim 84, wherein the first data 
collection mechanism initiates the collection of the 
second portion of data from the second user. 

30 96. The method of Claim 84, wherein the second 

script comprises at least one query for information not 
presented to the first client by the first script. 
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97. The method of Claim 84, further comprising: 
populating at least a portion of the second script 
with at least some of the first portion of data, the 
first portion of data comprising one or more answers of 
the first client associated with one or more queries 
presented by the first script. 



